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©Royglck Background on Cobalt Community Research

A 501c3 not for profit research coalition
A Mission to provide research and educatic

A Developed to meet the research needs o
schools, local governments and nonprofi
organizations
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LAl Measuring Where You Are:
Why Research Matters

Understanding community values and priorities helps you
and communicate more effectively about city decisions

Perception impacts behaviors you care about

Understanding community perception helps you improve
promote the city

Community engagement improves support for difficult
decisions

Reliable data on community priorities aids in balancing
demands ofocal groupwiith the reality of limited resource:

Bottom line outcome measurement of service and trust:
administration requires quality measurement and reportin
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© Royal Oak

A Support budget and strategic planning decisions

A Explore service assumptions to ensure baseline servic
measures are understood

A ldentify which aspects of community provide the great
| everage on citizensoO oV
satisfaction, 1 n turn, I
citizen behaviors such as volunteering, remaining in tt
community, recommending it to others and encouragit
businesses to start up in the community

A Compare performance to 2013 and 2015 public opinio
studies

A Benchmark performance against a standardized
performance index statewide, regionally and nationally
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© Royal Oak

Methodology

A Random sample of 1,500 residents drawn from voter rec

A Utilizedwww.random.or@ weHrespected utility used
Internationally by many universities and researchers to
generate true random numbers

A Conducted using two mailings in October and Novembel
2017

A Valid response from 348 residents (23%), providing a
conventional margin of error of % percent in the raw
data (95% confidence) and an ACSI margin of error-of +
2.2 percent (95% confidence)

A 2015 = 346 responses, 23% response rate

A 2013 = 333 responses, 22% response rate

A Note: National surveys with a margin of errerséb require a
sample of 384 responses to reflect a population of 330,000,0

A In addition, the city received 577 voluntary responses
were not part of the random sample, providing 925
residents who took time to share their ideas
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Bottom Line

A The Cityds overall American Ct
rose to 69 (scale 1 to 100)
A 2017 Royal Oak = 69 | 2015 Royal Oak = 68
A 2017 Michigan = 64 | 2015 Michigan = 60
A 2017 Midwest = 63 | 2015 Midwest = 61
A 2017 National = 63 | 2015 National = 61

A Most scores went up, but low scores in a couple of areas (Local
Government Management, Economic Health, Parks and Rec) caus
score erosion as they did in 2015.

A There are several areas where improvement can have significant i
engagement:
A City Government Management
A Economy
A Parks and Recreation
A Shopping
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Bottom Line (cont.)

A plurality of residents would use public transportation if it was
frequent, safe, affordable, and easy

A If unable to drive, then the top modes of choice are to walk, bike o
have family/friends drive

A The strongest awareness of transportation options is for ride sharing services such
or Lyft, and the lowest is Royal Oak senior transit buses, which is low even for thos
65+

A When asked if they would support funding sidewalk repairs throug
small property tax increase instead of the current fee basis, reside
statistically tied between yes and no, with a full 24% undecided

A Detailed information by specific demographic groups is available t
In policy review
A Detail by: years of residency, own/rent, employment, age, education, income, r
status, household composition, gender, ethnicity and area of town
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© Royal Oak

Available Tools

Detailed questions and responses broken by demographic group a
ot her mal mappedo so | ower scor

Online portal to allow sid®+side comparisons of groups and subgrc
(for example, breaking down the scores of individuals divided by a
gender, etc.)

Online portal allowing download of data into MS Excel

Comparison scores with local governments in Michigan, the Midwe
across the nation

Comparison scores with ntwtal government comparables (industrie
companies, federal agencies) Census Bureau Regions

CobaltCommunityResearch.org Page 8



lar to 2015

Imi

lelT S

#l Respondent Prof

pa

Q Royal

ulelAl JO 1SapA “B|IIA TT JO Yinos
ulBlA 4O 3se3 ‘9MIIN ZT 40 Yanos
ulBly JO IS8 BN CT JO YHON
urelA Jo 1se3 ‘aIlAl ZT JO YUON
UMOIUMO(Q]

19410
uellemeH,/ueyse|y/uelpu| uedlawy
ounel/ouedsiy

uedLIaWY UBDLY/2e|g
uelseaned /oy

uelsy

9|eWwa4

9eA

95911 JO DUON

19p|o Jo g9 38k jualed

2T @86 Jano (ual)piyd

Japun 1o g1 23e (ual)p|iyd
pooJoAlp /pealeledas/pamopipg
Jauped yum Buinl/patieln
|guIS

000°00TS 4910

000°00TS -05$

000055-52$

59| 10 0005 ¢S

(s)oau8ap a1enpesn

o1enpeJs 989)|0]

939||02 swlog

@jenpeds |jooyos Y3y

Jooyos Yy awosg

19A0 10 G9

0 01469

G 016Y

¥ ol1g¢g

E€016¢

70181

pailiay

paiojdwaun Ajzualind we | ‘'oN
Allunww oo Jualayip e ‘oN
A1D @y3 Ul 10Mm ‘sap
asea/iuay

umQ

sieaf QT UBy1 20N

sleaA 0T-9

sieaAg-T

$53| 10 JedA BUQ

Percentage of Respondents in Category 2017

M Percentage of Respondents in Category 2015

Page 9

CobaltCommunityResearch.org




® RoyalO

Preserving Voice: Looking Into Detall

Which communications types do you use?

Residency

Do you own or rent/lease you

residence?

Do you work in the City of

Royal Oak?

£
|_
8
City of Royal Oak o | & 0
PR 5| & 5
Communication Preference o 5132|418
: 5 (S| 8|88
2 2 g2|8|E|=
= < TS| 8| 8|8
T S Sl z| 8| €
) = _ > %) [92)
Overall Percentage Specifying - 2 91% 44% 65%| 65%
One year or les 86% 29%| 57%| 43%
1-5 yeark 97%)| 97%]| 95%| 629%)| 84%| 79%)
6-10 year 21%| 60%| 87%]| 81%
More than 10 yeais97%| 92%| 87%]| 91%]| 59%| 30%| 54%]| 58%
Oowny 97%| 95%]| 92%]| 95%| 43%| 40%]| 65%| 66%9
Rent/Leasg 93%]| 89%| 89%| 93%]| 22%| 52%| 78%| 70%
Yes, work in the Ci 95% 39%]| 48%| 86%| 75%
No, a different communi 97% 27%| 50%)| 79%]| 76%
No, | am currently unemployg®1%| 91%| 82%| 82%| 82%| 18%| 64%| 73%
Retired 92%| 89%]| 74%)| 88%| 72%| 23%]| 29%| 41%
1810 2 569]100% 89%
2510 3 97% 97% 64%| 94%| 85%
3510 96% 28%| 65%| 85%)| 74%
45t0 5 36%)| 38%]| 81%| 79%
55 to 6 95%| 96%| 92%)| 54%| 26%| 56%| 59%
65 or ovef” Y%| 86%| 70%| 87%)| 78%| 22%| ~ “%]| 43%
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Rpeeeed Comparing 2013 and 2015

— (High score = 100)

2017 Royal 2015 | Shange | 545 | Change
Oak Royal Oak from "15 Royal Oak from '13
Y to '17 ¥ to '17
Fire and Emergency Medical Services 90 88 85

Public Schools 73 71 : 68
Transportation 63 61 : 63
Utility Services

Police Department

Property Taxes

R EETIRERE ———_
__

Library 80
Community Satisfaction 69 68 1.1 70
Community Image 80 79 1.2 79
Recommend as place to live 78 77 1.2 79
Remain in community 76 73 2.9 74
Plan to volunteer 51 46 5.1 51
Encourage business start up 61 59 2.1 63
Support Govt Admin 57 58 -1.0 58

-1.2
1.0
o
()
0.1
-2.4
-1.3

7 ~Iv~lf~l-'~b~l-'
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e American Customer Satisfaction Index
= (ACSI): National, Sector, Industry Scores

National
Retail Trade- Aggregate
78 ACSI-
77

Federal Ml M| State
Government - Communities- Government-
68 64 46

Royal Oak ACSIT 69
Royal Oak Community Image Score i 80

Detail Agency and Company Scores at www.theACSI.org

Note: Local governments tend to have lower ACSI scores in comparison to private sector industries. This is because of the
private sectorodés ability to target their consumer and sp

CobaltCommunityResearch.org Page 13



© Royal Oal 7

Outcome Behaviors to Benchmarks

(High score = 100)
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Community Image to Benchmarks

(High score = 100)

70

60

Score {100 is High)

50

40

Community Image Overall p———

W 2017 Royal Oak
W 2017 Midwest 25-100k
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Safe place to live  p————

Enjoyable for children I
Enjoyable for seniors e —
Attractive  p—

Enjoyable for young adults  g—
Enjoyable place for everyone else S ————

2015 Royal Oak M 2017 National 25-100k = 2017 National Overall
2017 Midwest Overall B 2017 Michigan 25-100k m 2017 Michigan Overall
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Community Image to Benchmarks

(High score = 100)

80
70
60
50
40
9]
2
2
0]
Q
i
o
m
o
O

W 2017 Royal Oak
W 2017 Midwest 25-100k

Score (100 is High)

CobaltCommunityResearch.org

< > =~ e v
i o © ) =
k= % 3 c i
5 g 2 = S
2 x © Y Z
= ) ] = c
L = = g 5
] = © o £
= Qo — E
E g )

) 0
o o v (5] ]

— S (8] ©
© O © - S
2 a © 2
® % S o
wn [7)] (a1
2015 Royal Oak W 2017 National 25-100k = 2017 National Overall

2017 Midwest Overall W 2017 Michigan 25-100k m 2017 Michigan Overall

Page 16




[|edanQ Adeigr

||ed2AD UOIlES132Y pUE Siied

[|edaAQ AlIsdanIq

||BI9AQ Y3|BSH 21LIOU0DT

[|eJaAQ S3USAT AJlunwiwioD

[|ed2A O JUSLUIUIDA0ED) |BOOT

||ledanO sanuniioddg Suiddoys

Benchmarks

[|le4aAQ sexe] Ayiadoud

[|B42AQ Juawiiedaq 301|0d

lence

[|B49AQ S@21A19S AN

(Y8IH s1 00T) 24005

r
_ _ _ ||[e4oAQ uonejodsues |
e st ||e4aA0 S|o0Y2S 21|gnd
C o
o
- ||BJ2AQ S0JAISS
m I |eaipalAl AouaSiaws pue aJi4
m ) ) ) o o o )
S o) ) ~ © ) <

(High score

Life Now Playing

© Royal Oak

2015 Royal Oak M 2017 National 25-100k = 2017 National Overall

W 2017 Royal Oak

W 2017 Michigan 25-100k m 2017 Michigan Overall

2017 Midwest Overall

W 2017 Midwest 25-100k

*Not part of benchmarking
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Perceived Performance

Understanding the Charts:
SCommunity Questions T Long-term Drivers

High scoring areas that do n¢
currently have a large impact

engagement relative to the off scores from citizens. They ha

areas. Action: Majpnow over
investment or under
communication.

High impact areas where thie
organization received high

a high impact on engagemer
improved. Action: Continue
iInvestment

Low scorin@reaselative to the
other areas with low impact ¢
engagementction:Limit
iInvestment unless pressing
safety or regulatory
consideration.

High impact on engagement
and a relatively low score.
Action: Prioritize investmetd
drive positive changis
outcomes

(
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Rty Drivers of Satisfaction and Behavior:

W Strategic Priorities i Compared to 2015

Fire/Emgrgency
\Q Utility Services
)
=
’§ Shopping
o Police
§ - vents
= —— M
I
o
=)
T = Parks and
54 Recreation
5 Schools
% Economic Health
5 T
o axes Local Government
Transportation
59 :
0.0 0.9 1.8

Impact on Overall Engagement and Satisfaction
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@ RoyalOak Drivers of Satisfaction and Behavior:

e Local Government Management
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Drivers of Satisfaction and Behavior:

Interaction with City Employees/Officials
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Drivers of Satisfaction and Behavior:

Economic Health

[+)} ~l ~l co
9] o ul o

Score {100 is High)
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o

e = ul 9]
o w o ol
Cost of living  p—
Quality of jobs  —
AffordabilitythOUSing I

W 2017 Royal Oak 2015 Royal Oak
W 2017 Midwest 25-100k = 2017 Midwest Overall

Avallablllty ijObS I

Sta blllt\/ of property values I
Strength of local economy I

W 2017 National 25-100k = 2017 National Overall
W 2017 Michigan 25-100k m 2017 Michigan Qverall
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Rty Drivers of Satisfaction and Behavior:

W Parks and Recreation

W 2017 Royal Oak 2015 Royal Oak M 2017 National 25-100k = 2017 National Overall

Score (100is High)
)]
o

Quality of programs
Variety of programs

Facilities and parks meet your needs
Facility and park maintenanc

W 2017 Midwest 25-100k = 2017 Midwest Overall B 2017 Michigan 25-100k m 2017 Michigan Overall
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mad Parks and Rec Ratings by Use

Park Facility Use Recreational Program Use

50%
45%
40%
35%
30%
25%
20%
15%
10%
5% I I
0%
Never lessthan6timesa  6-12 times a year More than 12 times a Never Llessthan6timesa  6-12times ayear More than 12 times a
year year year year
Parks Use Rec Use
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Parks and Rec Ratings by Use

Use of Facilities
10.0

9.0

8.

o

7.

o

6.

o

5.

o

4.

o

3.

o

2.

o

1.

(@]

0.

o

Use of Programs

Never Less than 6 6-12 times a More than 12 Never Lessthan 6 6-12 times a More than 12
times a year year times a year times a year year

B Facilities and parks meet your needs

B Quality of recreational programs

CobaltCommunityResearch.org

B Facility/park maintenance and cleanliness

B Variety of recreational programs
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Rty Drivers of Satisfaction and Behavior:

vt Shopping

W 2017 Royal Oak 2015 Royal Oak W 2017 National 25-100k = 2017 National Overall
W 2017 Midwest 25-100k = 2017 Midwest Overall ® 2017 Michigan 25-100k m 2017 Michigan Overall

8

o

7

o

6

o

Score {100 is High)

5

o

4

o

Sufficient choices
Area restaurant choices

Shopping for everyday items
Shopping for major items
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Transportation
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Transportation Use If Frequent, Safe,

Affordable

50%
45%
40%
35%
30%
25%
20%
15%
10%

5%

0%

Yes
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h Modes Used

IC

If Unable to Drive, Wh

laying
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Familiarity with Public Transportation
Options

© RoyalOak

Life Now Playing

High)

2.5

2.0

Level of Familiarity {5

Royal Oak senior Royal Oak bike SMART bus Ride sharing services Taxi services
transit buses routes such as Uber or Lyft available in Royal
Oak
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Communication Preferences
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paesad WV hich communication types do you use?
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